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COMMONWEALTE ESDISON COMPFANY

Complaint &s Lo Respondent's
discontirnuznce and abandennant
of its officz at 3059 Wesr Polk
Screet, Chicagn, Illineis.
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ORDER
By the Commissien:

On FPebruary 13, 1986, South Austin Coalitior Community
Council, Northeast Austin Organization, Northwest Rugiin Council,
and Concerned Citigzens of West Garfizld ("Complainants®) filed
their verified complaint with the Illincis Commerce Commission
{"Comrmisgion*") against Commenwealth Edison Company {"Respondent”)
complaining c¢f Respondent's intent to close its office at 50E9
West ®olk Street, Chicago, ITilinois {("Polk Street Cffice™!.

Cr March 14, 1986, Resvondent filed a Motion to Dismiss in
which it afgued iLhat "gervice” included onlyv those activities,
facilities, or appsratus physically invelved in the provision of
the service for which a Jatilicty iz certificated; thest the
decision tec congolidate thz cperations of the Polk Street pfiice
with the operations of other cffices is a business detision not
demanding cof Commission review; that 4Meé health, sazfety, and
convenience c¢f Respondent's customers will not be adversely
affected by a consclidation ¢of the Polk Street office with tha
other cffice=; and that the consosiidaticn of che office
oparasticns will result in more scconomical cpereticns which is
consistent with diracticns of the <Commissicn given earlier iR
other Commonwealth Edirzon Company dockeis.,

Pursuant to mnotice given in accordance with the law and the
rales and regulations of the Commission, the matter came on for
tearing before a dJduly autherized Hearing Examiner of the
Commission at its Chicage offices on  March 17, 1386,
Complainants and Respondent were represented by counsel, It was
determined that euntil 3 response to the Motion to Dismiss bhad
beean made by Complainants and the Cemmizsion had rCuled upon the
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Motion, no data? reQuesns/responges would be entartained by the

partiss,

Complainant's response to the Motion to Disniss was filedn on
april 2, 1986 and argued in vart that the closing of the .o%n
Street will endapnger the safety and health of gesponaent s
customers due to the increased difficulty in obtaining adequate
castomer service and will sukiect the customers o the greater
possibility of disconnections; that Respondent's failure to seek
or obtain Commission approval Eor the closing of the Polk Stieet
affice wiclates Section 6-508 of The Public Ukilities Act
{"Act"), which reguires Comrission approval for abandonmenE ‘0:
discontinuance of secvice: that the c¢lesing of the office
vialates Sections 8-101 and 8-501 of the 2c: which regquire
utilities te provide such services and facilities as will promote
the safety, hezlth, comfort, and convenience of its patrons.

The Comrission in conference on May 14, 19388, cdenied the
Motien +to Di=miss 3ad zisco denied the requests for cral argument
made by the parties at the March 17 hearing.

Pearings were resumed and testimony and evidence was
rresented by the parties on May 19, July 13, August 22, and
October 2, 1986. The record was markad "Heard and Taken" at the
conclusion of the Ocreber 2 hearing. Post-hezring briefs were
filed by the parties &nd a request for oral argument renewed by
the Complainants was granted, Oral argument hefcre the
Commiesion, en bang, ook place on . The
Examiner's Proposed Order was served on all parties, and briefs
and exceptions, as filed, were considerzd herein.

Complainants are members of community organizatisns, namely:
South Austin Coalition Communicy Council, Northeast Austin
Croanization, Ncorihwest Austin Council, and Concerned Citizens of
West Garfield, Membership in the named organizations 13
approrimately 4,000 in the aggredate. Complainiats allege that a
substantial portion of the population served by the Polk Street
oftice are low or lower-niddle income families, minorities,
non~-Englizh spezking, elderiv, or illiterate parsons and
constitute & communliy &t risk in regard to loss of buziness and
community services,

Respondent cperates custoner servire offices at 5059 West
Poalk Street, the zubiect ofFfice, 3500 North <California Avenue
{"Northgide office”}, 7601 Socuth Lawndale Avenue ("Sputhside
office™) and 131% South First Avenue in Maywood, Illineis.
Regpondents mlleges that the offices other than the Polk Street
office ara within "relatively sasy reach of residents of the araesz
within Chicago Central,* Respondent further aileges a
signiticant savinge Will he azeosmplished by consolidation of all
sgrvices at Polk Street wich the operations of the Nerthside and
Southside sffices,.
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pursuant o Seczion -00.6%0 of the Commission’s Rules of

5 ' prsorice, Complainants called four advgfse Wi;ngsges, the f%rft
‘ of whom was Robert J, Manning, Vice-presicent/Division Op?ratx?:s
| of Respondent. Nr. Manning testifi=d that thg Polk Stree« pfficze
has five departments, namely: the Operating bapartment -

respongible for engineering, maintenance, undarground
Aistribution syztems, substation operating pawer supply to the
divisioa  distribution system; and the records management

associated with these activities; the Commercial Area -
respensible for all . custoner service, ma:k?ting ané metering
activity., The Commercial Area’s activicies include telephone
Bill payment, credic, pill adjustmeni, oustomer CORtact
administration, promational activities, metar installaticn ané
testing activities. The Industrial Relatiens department manages
employee records, the medical department, and the food services
area; Divisien Services overseas transpertation, storas, and
building service cperations; and finally, the Community Affairs
department which msnages activities with zivic groups and
governmental organizations.

Through examination, Complainants' introduced & responge to a

data request later admiited in evidence as Complainants' Exhibic

7 which provided a breakdown st information regarding the numbet

o3} customers using each of Regpondent’s facilities for a

particular customer service, i,e., light bulb transactions, check

stub payments, cash gtyb payments, and customer interview. This

Fypnibit revealed that in 1955, there vwere 323,250 more

transacticns at the Polk Street office than at the Socthside

office. - Data were gathered from the yzars 1983 through 1985 and

for the first five months of 1984, DUsage of the Polk Street

‘ office has increased in all of the four categories each year and

i the total traffic has increased from 524,251 in 1983 to 598,814

in 1985, the lasz full vear for which there are figuras. In the
f£irst five menths of 1986, the totzl vigsits had reached 24%,212,

! Complainants also introduced inte evidence ag Exhibit 8, a
mengzrandim over the aignature of Mr. Manning notifying certain
employees of Respondent of their appointment +0 a Chicageo
Division Consclidation feagibility task force., The task force's
rurposes will be éiscussed in the summarization of Respondent's
direct testincny.

Complainants next called William J. Cormack, Division
Vice-president/Thicago Norehn Division, formerly
Vice-president/Central Division, and now responsible for bhoth
wffices, A flow chart, entered into evidence as Complainant’'s
Exkibit 9, waz develcped by the Uivision Manager of Projects
showing the scheduled activities for the completion of

| construction at the Morthside office and the move of +the FPolk
| Etreet office to the Northside office. Moves had been completsd
‘ t¢ the Northside office as early as BApril 23, 18586, The
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: ' rtment had been moved as of April 28 and personnel
ﬁiiii?in?&aﬁizg.tmgge darar and Storage Restoration ngartmen;
was scheduled for physical transfer on June 23, 198€ and as o
the date of Mr. Cormack's testimony, Ju%y-xﬁ, the saheculgd m?vS
had taken place. Mr. Cormack tegt:fled that ?ha Engz?eean:
Departxent was physically merged within the Northeide office on
May 5, 1966. Operational analysis was shown to be.schedulfd fg:
phiysical werger in mid~ 1387 but  personnel were alrea ¥
interchanged with the WNorthside office. There was fu;thes
discussion of interoffice memoranda which indicated that tasks
and activities were ongoing with the intent of completing the
consolidation procass cn schedule, that is, eerly }?87. Upan
examination Hy Respondent's counsel, Nr. Cermack 1nc1cated th§g
the portions of the Polk Street office which had been mnoved Ihad
caused no desrimental effect on the services previously provided
+o the Polk Street office’s ¢lientele.

John <. Bukoveki, Assistant Corporate Vice-president of
Respondant and chair o«f the task force-feasibility scudy
regarding the cloging ¢f the Polk Street office, tastified that
the purpeses of the task fcrce-study are contained in an outline
entered into evidance as Complainant's Exhibie 213, Goals and
cbiegctives inciuded determination of the performance goals and
resources reeded over the next five vears to provide reliable
electric service in Chicago without sacrificing the guality of
service provided before closing of the Polk Etreet office.

Ernest F., Wavman, Commerzial Manager at Respondent's
Soythside office, testified that he was appointed to a task force
to study Customers' naeds. A customer survey, admitted intc
evidencs as Complainant's Exhibit 1%, was copducted at
Respondent's offites for five waeks, from May 15, 1988 to June
13, 1986, in order to assess customers' neede and TO reassSure
them that the closing of the Polk Strest office would in no wvay
diminish the guality of service now provided,

Closer examination revealed that *the survey was taken for
parts of two weeks and three f£ull wesks. The tally sheets were
incorrectly osed and the value of the survey wWas not immadiately
made apparert by the testimony. Counsel for Complainantsa
explained that the results indicated that a higher percentage <f
clients of the Polk Street office used the facility £for payment
cf their bills than did at the other two offices. Further
examination of Mr. Wayman revealed that 87.3%, 84.1%, and 72% of
the customers visited Respondent's offices for bill payment at
the Polk Street, Northside, and Southside offices, respectively.
This interpretation of the data was pot disputed by Respondent..

Mary Johnson«Volpe, Executive Director of the Northeast
2ustin Crganization, Roberta MeCillebk, Secretary of the Concerned
Citizense of Wegt GCarfiasld, Lecla Spann, Acting Director of the

CE 003605
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Northwest Auctin Couneil, and Robsert Vendraszek, cxacutive
Direqtor of the Scouth Austin Cealition Community Council
{"SACCC™) were nevt called =s witnesses for Complainants, The
first three witnesges testified as to the neighborhood bourndaries
uf their respective crganizétions, the nature of the
neighborhoods' constitiencies, the purposes of their
grganizations, and their crganizations' interestg in this <zase,
A1l of the groups serve wWest-side neighborhoods, Serve low and
lower-middle income residents, and are concerned with the
improvement of «condicions in theig communities with particular
emphasis on housing, crime prevention, nutritior, and energy.
211 of the groups have members who use the Polk Street office.

Mr. Vondrasek testirisd as& to his education and experience as
a community organizer and his responsibilities for overall
adminigtration of SACCC including planning, coordination, and
direction of activities, gpecifically problems in housing and
utilities. My . Vondragek alsc conducted a survey on use of the
Polk Strest office. The survey was conducted in front of tLhe
Pcik Street office entrance on June 24 and 25, 1886, for
forty-five minutez each day. The survey indicated that customers
now using the Polk Street office would have to travel to the
Southside office or the Northside office for service, dJdistances
of nine miles and five miles, respectively., Round trip by car
would take from 43 ve 90 minutes, depending on traffic. Travel
on publi¢ transportation would require transferring and would
take from 90 minutes to two end one-~half (2} nours round :trip.
¥r. Vendrasek also expressed concern about the safety of travel
by predomirantly blsck residents of South Austin into
predominancly white areas on the north or south sides, de
testified that incressed travel time and expense would be a
hardahip for many of the low-income customers who use the Polk
Street office. Mr. Vondrasek congiders it likely that there will
e increaszd numbers of disconnsctions from electrical service if
customere are deprived of convenient access o a customer service
office where they can personslly discuss and negotiate prcecblems
with .their bkills.

Complainants concluded their é&irect case and subsequently
Filed a Metion to Strike, a Mction te Compel, and & Motion for
Continunance. The Fotion for Continuance reduested postponenent
¢f tne presentation of Respondent's direct case on August 2,
1966, due to Responden:z's failiure to respond in & satisfactory
manner to Complainants' Third Data Reguest. Compliainants also
filed a ¥Moticn to Strike parts of Respondent's prefiled dgdirect
testimony as irrelavant to Complainant's assertion that
apandonment of the Polk Street office will anjustly Jecpardize
the safety, health, comfort, and convenience of customers served
by the c¢ffice. Most of Respondent's direct testimony conteins
assertions abouut Respondent’s austerisy program and its attempt
to reduce expenges., <Complainant's ceonsider this testimony as

Tooy
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irrelevant =o the issue of whether Respondent sougnt approval faor
the abandonment of the Polk 3treet office and irrelevanit <& the
effect on +the safety, health, comfort, and ceonveniendce o;_the
customners served by tha Polk Street office. 1In the alternative,
complainants in their Motion o Compel moved for complste answers
mertaining to the rasults of its austerity DIogramn and 1ts
a-tempts tc reduce expenses. Finally, sinca these matters ware
unresolved, Complainants moved for a continuance antil such
resoldtion by striking the testirony alleged tc be irrelevant or
compelling Respondent to respend to the data :egueat, Al
motions were denied by the Hearing Examiner in the interests cf
early resolutien ¢f the entire case, the state@ gqal _of the
parties and this Commigsion. Esarings continued wich Lhea
prezentatien of Respondent's GireCt case. Complainants declined
o Seek interlecutory review of the Examiner's rulings.

In Reepondent's direct case, Mr. Marning again tocok the stand
and testified sbcut Respondent's austerity program, & PIogram
designed to reduce operating and maintenance {"C & M*}) budgets.
Key previsions of the progranm included zero growth in QO & M
budgets, no salary increases for upper and middle management, no
avertime= pey for management personnel, consolidation of division
operationg where feasitle, a hiring freeze for all bargaining

: unit and management positionsz, negetiations with labor unisns  to

: stimuiate mare efficient work practices, elimination of all
formal conferences, and use of company property for all regular
intracompany meetings. The program was established largely as a
result of the recognition by both the Commission and Respondent
that Regpondent'’s expenses nust be reduced.

Un c¢ross—examination, Mr. Manning had not reiied upon any
e-udy or analysis ol the percentage of customers in low income
neighborhoodz: who hkave phones in their homes, though Respondent
is operating under the assumpticn that reductiens in face-to-face
contact with customers will he replaced by telephonic
communications. There was slsoc no study or analysis of the
efficacy of the performance of pay agents in their dealings with
custoemers. MNo comparative study was done of the performance of
pay g&gents as oppesed to the tellers in Respondent's offices.
Mr, Manning =&also recsponded to inguiries sbout a customer
ctelations survey which was undertaken to determine Sustomer
impressions a2né atrtitudes of how Respondent performs its services
since the «customer is the final arbiter and the customer's
perception, right or wreng, of how service iz provided, 1is
critical,

Respondent's second witness, Jokn C.  Bukovski, Assistant
Vice-president, testified that he wzas appointed Chairman of tha
Task Yorce to evaluate the feasibility of consclidating division
operations in the City of Chiecags. The sctudy was performed to
detsrminae if division consolidatien wauld contribute to  an

By .
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overall effort by Respondent .to reduce expenses and improve
operating efficiency. The study showed an average annual savings
of $14.5 million would be realized if the three existing <hicago
Divisions were consolidated into two. It was determinsd that the
cnnsolidation would be iccomplished over a ope and one-half year
phase-in period and would require & net capital investmant of
iess than 55 million, There is sufficient unimproved space at
the MNorthside office to accommodate the increased work force
while there is= no available space for expansion at the Polk
Strest office. The task force determined that transactions made
by customers in perscn at the Polk Streat office could be made
more cenveniently by  either mail, telephone, or through
Respondent's agents. It was not recommended by the task force
that the Polk Street opffiice be ratained. An infarmatiornal
program would be undertaken for the customers =2f more convenient
ways to traneact pusiness with Respondent, Provisions for
increased traffic would be made at tha other cffices.

Considaration was given ta ¢losing the Northside office and
consolidating the othar two. Due to the lack of expandable space
at Polk Street, this was impractical. In addition, selection of
the BSouth and \Yorthside offices provided better geographical
covarage. The work lcad will pe distributed tec the Northside and
southeide offices in porticns of eighty percent (80%) and twenty
percent .(20%), regpectively.

Mr. Bukowski algzo testified on cross-eXamination that ten
paercent (10%; of its customers <ome in to pay bills while ninety
percent (90%) pasy through aqents or by mail. Informatien may be
acguired by telephone but there was no information from Mr.
Bukowski as to the number of pecpie served by +the Polk Street
office who have telephones. FHowever, Mr, Bukowski stated that
the level ef gqguality of servaice would remaln stable, according to

the task force study, despite the clesing of the Polk Street
nffice,

Complainant's counsel then tirned to cross-examination of
this witnese regarding expense readuction which would be brought
about by closing the Polk Street cffice. Mr. Bukowski testified
that all cpstomers, not just residential customers, should feel
the effacts of a decrease in expenszes and expense reduction could
foresftall the reguirement of & rate increase request.

Regpondent indicates that the Polk Street office will be
s0ld, leased, or mothballed should it receive Commigsgion approval
to close it, Mothballing is the worst case scenario but disposal
of the building doe= not appear o have entered inte the
calculation of a §14.% millior saving versus $5 millien for
preparaticn of the North side office.

CE 003608
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i b= srin tre South and Nerthside nfficeg for the
incrézsegtzgjiiogd, ‘he task force attempted to guantify the work
af the Polk Street office by category. Talephone ﬂcalls ?fre
easily mreasured, arounting to 2,400 calls per day. :eventy-tfge
cercent (75%) of the calls will be allocated to ‘the NQrth51re
office and twenty-five percent {25%) ro the Sbuthslﬁg office. In
the arez of Credit, which involves f£ield personnel, 1t was not as
easy to gqoantify customer need. However, it is known that_t@g
Polk Street office gsnerates Zfifty percent (508) of the field
credit work with the Forth and Scuthaide effxcgs genarating
twenty-three percent (23%) ¢ach. Lckby persoanel will dacrease
py only cne persan at the Northside office since there Wwill be 2
redistribution of iobby personnel's woprkload rather than an
eliminaticn of it.

At the final hearing, subseguent to receipt of their prefiled
testimony, Reipondent cross—eXamined the two rebuttal witnasses
presented by Cormplainants, The first, Betty L, Williams,
Agsistant Tirector of the United Charities of Chicago and
Director of its Socisl Folicy Department, testified to her
education and expsrience, Both a5 & social worker and as  a
witness Dbefore various legislahive cemmittses. The purpose of
the t=stimony was statsd to be the rebnttal of statementes and
conclugions in the testimony ©f Messrs. Manning and Bukowski
regarding the impact of the ¢losing of the Polk Street office on
residents of the area, especially low-income persons who rely
upen the services provided by the pffice, Respondent's views of
& stable level of guality of service vere viewed as unrealistic
by Ms, Williams.

Mz, Williams, using 19890 census dara testified that in the
area of Chicage bounded by North Avenue, 3%th Street, the Chicago
River, and the western boundzry of Chicago, 39 percent of persons
over age 15 had not completed the eighth grade, 31 percent had
incomes below the federal poverty level, 10 percenc speak 1little
or no English; and =even percent (7%) are age sixty-five (65) or
over. It is conzidered that these persons need convenient access
to customer service facllities more than most custemers. Low-
and fixed-income persons have little flexibility about how or
when to spend their limited rescvrces. [lderly customars may be
hard of hearing or bave difficulty with their eyesight, making
telaphone convecsations frustrating and unproductive. The
illiterate may not bs able to read their bills or other notices
and would ke unable t¢ write down instructions or names. Similar
problems would be encountersd by those not fluent in English or
Spanish. Low-inceme, illiterzte, and elderly persons therefore,
perceive that they are more likely to nsgotiate effectively in
person than over the telephone and to a large extent, this
perception ig well-founded. Of course, in order to pay by mail,
& custemer must have a checking account or pay the reguired fee
to purchase a money order. For special arrangements, service by

CE 0035065
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mail is of no use ko the customer: 19 addition, carfnand gaz
money are not readily available to low-income customers. 2
fare ie & drain on sparse porket money, not go mentzo? the farss
necessary for children or child care costs, The elderly an§ the
disabled have Jdifficuley traveling by bus and endure the danger
of carrying cash aver long dSistances on @ trip that takes
approximately two hours roundtrip.

On oress-~examination, Ms. Williams had not visited the Polk
Street office, but based her testimony on her familjiarity with
the Westside from previous experiences there. No study had been
dene as to whether or neot public pay phones 'were <typically
damaged and whether their use involved some personal danger as
restified on direct aexamination. The Jlanguages other than
English were surmiseé to be Polish, Vietnamese, and Spanish, but
there is ne hard evidence aof the percentage ¢f persons unable to
transact business in Pfngiish or Spanisgh, the languaces used by
Respondent's personnel. Ms. Willlams was confident that police
statistics wsuld bear out her testimony about the lack of safety
in the subject area.

Complainant*s second rebuttal witness, Raymond E, Makul, is a
principal of the Hount Auburne Greup, a consulting firm primarily
concerned with energy issues. Mr. Makual's edugational training
encompasses enhgineering, business administration, and law. Mr.
Makul had two major criticismsz of certzin conclusicns in the
testimeny of Messrs. Manning and Buxoweki, namely that Respopdent
identified only one Tption veraus the status gquo and that no
censideration was given to consumer preferences or to the

- consegquences of <losing the Folk Street office, Uther options
which could and snould have been e&valuated include consolidation
of the three offices into cne and sepsrating activities into
three bases of operation. Mr. Makul suggested transfer of
enginesring and cperational activities from the Northeide offics
to the Folk Street office or a transfer of marketing from the
Polk Street office te the Northside office. There could be
consolidation of similar operations withoéut the propesed 90,000
square Teet expansion of tas Northside office. aAny of these
suggestions would maintain a corporate Presence in an
economically disadvantaged area. Mr. Makul also pointed out that
provision of several alteznatives in situations such as these is
2 noermal businegss practice. '

Mr. Makul fyrther testified that customer service activities
should te treated dJdifferently Dbecause cuystomer service is
different from most of the other activities in which Respondent
engages, Customszrs, for example, are unconcernad with the
lacation of base operations for engineering or construction.
However, the customer has a direckt interest in the mannhar in
which consumer services are provided. Under the present
propesal, customers who prefer face-to-face encounters will have

-
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to travel. This constitutes 2 reducticn in tae level of §ervic§-
*The customer is aslways righc* is true whether what 1is "right" is
reali=y o¢r the ~ustomer's perception of ‘reality. The wWitnass
further stated that in & competitive business, lactk of conorate
response is self~rzgulated. Under the circumstances 1in the
instant case, the customer has ne choicle. '

The use of the Folk Street office has increased 14.223%
hetween 1983 and 198%, It is incongruous, stares Mr, Makul, *to
consider clesing the Polk Street office i the face of its
increased yse., Respondent’'s rationzle, if extrapelated, would
indicate that all its customer service facilities should De
closed in the Interest of raduced expenses,

On cross-examination, Mr. Makul stated that most of his
testimony has been for state =2gencies, appreoximately one-half the
cases involved kis testimony in the areas of rate design and oSt
of service. FRespondent pointed out that actually there had been
consideration of alternative cptions, namely: closing either the
Scuthside office or the Northside office and maintaining the PFolk
Street offices’ status guo. However, this was deterred by the
fact +that there are no physical expansion capabilities at the
Polk Street office. It was also revealed that the bulk of
6a3vings will zesul: from decreases in personnel. No savings will
result from possible alternztive uses of the vacvated Polk Street
building.’

Mr. Makul nad no information oY opinion on whecher separation
¢f marketing, enginecring, and construction would result in
greater cost and inconvenience to Respondent's employees and
ultimztely to Respondent's custemers. He pointed out howaver,
that travel would be no mare incopvenient for the employees than
for FRespondent's custoners. A dizcussion of previsus clesings cf
pffices prought out that for the custamer, distances should be
measured in travel time, net miles and that population density is
a factor to be considered in the provigion of customer services.
Fural and urban areas canngt be compared in & discussion of the
milas between Respondent’s business ¢ffices and the results of
rural office changes a2re nontransferazble ts areas with different
demcgraghics.

Early on in this case, the issue areose of whether or not =
businegs office is a service as defined by The Public Utilitiaes
Act, The Commission maintains its opinion that Respondent’'s
business office is a service apd that Complainants are Troperly
concernad by a uniletersl decision to withdraw this service from
their community. The Commission agrees with the opinion of
Complainante’ rebuttal withess Makul that Respondent's customers
are less likely to be concerned with the locaticns of industrial
relations, division services, compunity affairsg, and operating
departments. The Commercial Department, however, which

-10-
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encoTpasses bill pavment, credit, bill adiystment, and customer
contect acministration is of inmediste confern to the customerl
who uses the buginess office. Respondent is to be commended if
expenses can pe reduced by consolidatien of certaino of those
zarvices which da not have an impagt on the dsy-to~day needs‘of
the subject community, but & reduction in the quality of service
previded by Respondent to this community 1is not recommended by
this Commigzion. The Commission interprets Section 3-115 of the
Act, which defines "service” in itg broadest sense as inclusive
of accomedations afforded customers and rejects the limitatiens
rlaced by Respondent en the definitieon of "service”. ‘

In calculatin itz savings, ZRespondent hag not taken inte
account the use of disposal of the builéing which houszes the Polk
Street pffice. There has been only limited discussion of its
possible sales, lease, or mothkalling. Regpondent haz alsa
indicated that it ¢oes not intend to reduce the qualiry of the
service provided te Complainants. Sinve the Polk Street office
is ntilized by its customers and $since closure of the office wili
result in inconvenience to these users, the guality of service
will indeed =suffer. The clesing af the Polk Btreat office will
te to the detriment of persons least able to sustain the loss of
personal contact with Respondant. A limited crew provided at the
pregent address or at a proximate location gould mairtain
customer sService while allowing Respondent to realize savings by
zongolidation of gther services ner perceived &as esgential as
direct contact with Respondent’s customer service personnel. The
customsr services preovided at the Polk Street office shceuld be
continuved oend Respondent should not consolidate this part of
thelr cperation with the Northside cr the Southside office,.

The‘Commission, having considerad the entire record herein
and being fully asdvised in the premises, 1s of the cpinion and
finds that:

{1} Commenwealth Edison Company, Respondent herein, is an
1llinocis corporation engaged in furnishing electric
servize in the State of Illinois, as it is authorized to
do, and iz a publiec utility within tbhe mezning of
Bection 3-1385 of The Jllinois Public Utilities Act:

{2} the Commission has jurisdiction of Respondent and of the
subject matter herein;

(3) Responfent maintains & business office at S059 West Polk
Street, Chicage, Iliinois; maintenance of this office is
a service as defined by The Fubliec Utilitries Act:

{4) Respondent proposes to discontinue maintenance of the
sforementicned FPolk Strect office;
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(5) diszontinuance of cuctomer service activities at the
Polk Street nfiice will work & hardship on the custohers
whe utilize this office for bill payment, 1ight Etulb
servics, bill ad“patment, and Custcmer-Respondent
nagotistions;

{6) alternative loctations are {nconveniently located for
customers presently using bthe Polk Street office and
telephonic and mail services will not meet the needs of

customers without telephones or without functional
literacy:

{7} Respondent should consolidate a&all other activit.ies
possible to effect the savings anticipated but shoanld
maintain personnel at the Polk Street offizce or ak a
preximate location to assure that there is no lessening
of the guality of service provided to customers now
using the Polk Street office,

IT 1% THEREFCRE ORDERED that Commonwealth Ediszon Company be,
and the same is hereby, directed to waintain customer service
activities -at  the Polk Street office or in the azlternative.

maintain customer service activities at a location proximate to
the Polk Street cffice.

By Order of the Commission Lhis day of r
1987,
{SIGNER) MARY B. BUSHNELL
Chairman
(8 = & L)

.
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